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In line with the top management's vision of a moving towards World-class status and producing graduates 
equipped with the right skills, University Utara Malaysia has implemented several strategies. One of the most 
important is the use of information communications technology (ICT) as an important tool in enhancing the 
dissemination and retrieval of knowledge or E-learning. This includes steps such as the setting up of Wifi 
services and the setting up of an E-learning system. This exploratory study seeks to assesses the challenges and 
limitations of the ICT and E-learning facilities in the university from the user's perspective, specifically that of 
the undergraduate students. A questionnaire composed of closed as well as open-ended questions was used to 
elicit responses from 77 students taking the BIBM course in the Faculty of International Studies. This was with 
regard to their online activities as well as their opinion about the ICT facilities provided by the University. It 
was found that using e-mail and researching for course projects were the most popular online activities. Most of 
the students accessed the Internet in the University computer labs and it was found that they were not satisfied 
with the service, with most complaining about slow access speeds. However, most of them were satisfied with 
the LearningCare Learning Management System (LMS), which became operational in May 2002/2003 
Semester. Most of the students were also not aware or didn't use the Wifi facilities provided by the University. 
The paper suggests some recommendations for improving the E-learning and ICT facilities of the University as 






University Utara Malaysia (UUM) was the first university in the country to achieve the MSC status. It is also 
one of the most innovative adopters of technology. In line with the top management's vision of moving towards 
World-class status and producing graduates equipped with the right skills, the university and more specifically 
the computer center has taken several steps towards implementing making e-learning a reality. Among the 
initiatives taken by the university include providing telephone lines in hostel rooms, setting up of Wifi services 
and the setting up of an E-learning system.  
 
The task of implementing the e-learning system has been placed on the University Teaching and Learning 
Centre (UTLC), which works together with the Computer centre. With the objective of developing instructional 
and learning materials which can be accessed anywhere through the web in mind, the E-Universiti committee 
purchased the LearningCare Learning Management System (LMS) which became operational during the May 
2002/2003 Semester (UTLC, 2004). According to the E-learning Implementation Schedule, the duration from 
January 2003 to December 2004 involved the implementation of e-learning for all academic staff followed by 
the widespread usage of E-Learning in the university from January 2005. More recently, the launch of the 
university web portal was a big move towards unifying and facilitating easier access to various online facilities 
provided by the university, namely e-mail, personal information and e-learning. This is in line with the 
university policy on e-learning, that is, the development of “one system for the whole university”. 
 
Vooi and Zulkhairi (2004), attempted to assess the readiness of the university staff to embrace e-learning. 
However, this study was based on the data collected from the staff in the Faculty of Economics and the Faculty 
of Information Technology and didn’t take the student’s viewpoints into consideration. As an important 
stakeholder and major customer of the institution there is a need to look into the issues faced by students with 
regards to the implementation of e-learning. 
 
Objectives 
This exploratory study seeks to assess the challenges and limitations of the ICT and E-learning facilities in the 
university from the user’s perspective, specifically that of the undergraduate students (BIBM). To some extent it 
also seeks to explore the online usage patterns of the students.  
 
Scope of the Study 
This is an exploratory study and is based on the feedback from a small sample of undergraduate students taking 
the Bachelor in International Business (BIBM) program in the Faculty of International Studies, UUM. To make 
up for the lack of sample size, the researchers have tired to further analyze the issues raised up through in depth 
discussions with small focus groups.  
 
REVIEW OF LITERATURE 
Various people have defined e-learning differently. For example, Waller & Wilson (2001) refers to E-Learning 
as “the effective learning process created by combining digitally delivered content with (learning) support and 
services”. On the other hand, according to Rosenberg (2001) it “refers to the use of Internet technologies to 
deliver a broad array of solutions that enhance knowledge and performance”. 
One of the most important factors in the successful implementation of e-learning is computer literacy. This is 
related to computer usage patterns to some extent. Some researchers have also conducted studies to determine 
the computer literacy and usage levels among students. Igbaria et al. (1995) found that computer usage was 
related to the user's discipline or area. There also have been several studies trying to identify Internet users 
according to their activities. For example, Emmanouilides & Hammond (2000) examined predictors of active or 
current of the internet with consumer panel data. The main predictors, which they identified, include time since 
first use of internet, location of use and services used. A study by Noor Ismawati (2004) on students of 
Malaysian public universities, related computer usage, which includes, daily usage, frequency of usage and also 
the computer related activities with computer literacy.  She found that computer literacy is still low and that 
demographic factors such as gender, year of study and ethnicity had significant effect on the computer literacy.  
E-learning, Rosenberg (2000) adds, "is a corporate business strategy, an infrastructure investment. Because the 
cost is up front, senior managers want to know what they're getting for their money, and buyers need to defend 
their purchase in strategic terms." As is clear from this statement, it is targeted at the businesses but many 
institutions of higher learning are also implementing the e-learning systems. In fact, some top universities in the 
US have successfully implemented E-learning in their organizations (Schank and Schank, 2001).  
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In 1972, the Carnegie Commission (1972) predicted that by the year 2000, “a significant proportion of 
instruction in higher education on campus may be carried on through information technology”. Various studies 
and papers have looked at the growing interest in blending of traditional classroom lectures and technology and 
more specifically that of the internet and virtual classrooms. Beeler (1998) noted the importance of integrating 
new technologies such as electronic multimedia among others, to conventional teaching methods. He suggested 
that these provide Universities with improved and more effective teaching. The internet has also been described 
as a versatile and efficient delivery medium that is increasingly being used as a substitute for traditional teaching 
methodologies in institutions of higher learning in various fields (Mercado, Parboteeah and Zhao, 2004; 
Sparrow, 2004). Another study by Hay, Hodgkinson, Peltier and Drago  (2004) trying to find out whether there 
is any difference between traditional and online higher education courses, found that online courses scored 




This section outlines the methodology employed in the study, which employed the survey approach.  
 
Research Instrument 
The survey instrument was a three-page questionnaire divided into three sections. The first section relates to 
Internet usage patterns of the respondents. It includes the general online activity(ies) of respondents.  A total of 
22 activities were listed and the measuring items were adopted from Schiffman et al. (2003) and Weiss (2001). 
One item, ‘researching for course project’ was added by the researcher. A 5 point scale was used, ranging from 
‘1=Never’ to ‘5=Always’. This section also tired to find out the average internet access, usage location as well 
as web based e-mail used by the respondents. 
 
The second section was deigned to evaluate the ICT facilities provided by the University. This includes the 
usage and the level of satisfaction of ICT facilities provided by the University. To measure the satisfaction of 
the respondents, a seven point scale was used ranging from ‘1= Very Dissatisfied’ to ‘7= Very Satisfied’ with ‘4 
= Neutral’. The last section was used to obtain the respondent’s profile, namely, their gender, ethnic group and 
the semester they are presently in. 
 
Sampling Procedure 
This study was conducted via self-administered questionnaire. The study involved convenience sampling and 
200 questionnaires were distributed to students taking the Bachelor in International Business Management 
(BIBM) program in the Faculty of International Studies, UUM. 79 completed questionnaires were returned out 
of which 2 were rejected. A total of only 77 questionnaires were used for the final analysis. 
 
This was followed by a series of group discussions in the classrooms with some of the respondents whereby 
results of the study were further analyzed in order to obtain a clearer picture. 
 
FINDINGS & DISCUSSION 
 
Profile of the Respondents 
The profile of the respondents is given in Table 1. As mentioned earlier, the sample comprised of 77 
undergraduate students taking the BIBM program in the Faculty of International Studies, UUM.  
 
In terms of gender, there were more female students (75.3%) as compared to the male students (24.7%) This is 
consistent with the present student population in the University which has more female students than males. As 
for ethnicity, Malay students made up a majority of the respondents with 45.5%. The next largest group was the 
Chinese with 35.1% followed by the Indians (16.9%) and students of other ethnic groups (2.6%). 
 
The students were then grouped based on year. As the table shows, majority of the respondents were from the 
first and second year representing 46.8% of the total population followed by those in the extra year (that is, year 
four) (37.7%). This shows that there was an almost even distribution of junior and senior students among the 








Table 1: Profile of the Respondents. 
 
  Frequency Valid Percent 
A. Gender 
Male 19 24.7 
Female 58 75.3 
B. Ethnic Group 
Malay 35 45.5 
Chinese 27 35.1 
Indian 13 16.9 
Other ethnicity 2 2.6 
C. Year 
1st and 2nd 36 46.8 
3rd 12 15.6 
4th 29 37.7 
 
Internet Usage Patterns 
 
General Online activities 
 
Table 2: General online activities by popularity. 
 
No. Activity Mean Std. Deviation 
1 researching for course project 4.35 0.839 
2 email 4.12 0.973 
3 reading news 3.62 1.070 
4 surfing 3.39 1.337 
5 listening to music 3.32 1.261 
6 instant messaging 3.14 1.242 
7 gathering product info 2.92 1.144 
8 researching hobbies 2.91 1.194 
9 visit government websites 2.83 1.250 
10 chatting 2.81 1.386 
11 making or researching travel info or reservations 2.75 1.211 
12 searching for health information 2.75 1.237 
13 playing games 2.69 1.292 
14 searching for religious information 2.64 1.317 
15 download software 2.64 1.276 
16 searching for political information 2.35 1.285 
17 work or business 2.33 1.370 
18 job searches 2.29 1.404 
19 buying goods or services 1.73 1.324 
20 buying stocks or investing online 1.30 0.864 
21 banking online 1.21 0.695 
22 participating in online auctions by buying & selling 1.09 0.467 
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Here the answers ‘Never’ and ‘Almost never’ were combined together to obtain a more meaningful analysis. 
The online activities are listed in Table 2 in decreasing order of popularity or usage.  It was found that 
researching for course projects was the most popular online activity with a mean of 4.35. This shows that 
researching on the net has become very popular with the students. In fact on discussion of the results with some 
of the students, they listed the ease of searching, up-to-date information as compared to the traditional 
researching in library, plus the added ease of cut-and-paste’ as some of the main reasons. The later is an issue of 
concern as it was found that many students were ignorant or unaware of the consequences of plagiarism.  
 
The next popular activity of the students is e-mailing with a mean of 4.12 indicating that they regularly checked 
their e-mails often. During the discussions held with the students, many admitted that they rarely wrote snail 
mail apart from the occasional greeting card during the festive seasons. Now, it appears that e-mail and Short 
Messaging Service (sms) has overtaken the popularity of the traditional snail mail. 
 
Referring to Figure 2, we can see that the most popular web based email service used by the respondents is the 
Yahoo! Free mail service with a large number (92.9%) of respondents having an account with their service. This 
is followed by the UUM mail service. This was expected to be higher as all registered students automatically 
have an account with the University with 66.2% indicating that they used it. However, it is obvious that not 
popular with all of them. The next popular e-mail service is Hotmail with 44.2% of the students indicating that 
they used it. The newly launched G-mail is at the bottom of the list with only 4 users. It was interesting to note 
that many of the students had more than one e-mail service. Also all the above mentioned services are all 
provided free of charge on the net. The non-users of the UUM mail service, on being queried on the reasons for 
the e-mail service provided by the University being not popular among all the students, they replied that would 
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Figure 1: Web Based Email Used. 
 
The other somewhat popular online activities of the respondents were reading news, general surfing of the net 
and listening to music to some extent. However, it was revealed during the discussions that listing to music is 
not n online but an offline activity but where they used the computer to ply CDs or MP3 files. This indicates the 
increasing importance of computer as a multimedia tool.  
 
Instant messaging and chatting was not as popular as expected and the students pointed out rules against 
chatting in the University labs as the main reason.  
 
As expected, the least popular activities were the e-commerce activities, namely, ‘buying goods or services’, 
‘buying stocks or investing online’, ‘banking online’ and ‘participating in online auctions by buying & 
selling’(with means less than 2). A general lack of awareness of available e-commerce facilities, as well as the 
inability of students to possess credit cards was found to be the main reasons behind this. In Malaysia it is nearly 
impossible for a student to own a credit card unless it is a supplementary card of someone earning regular 
income. However, it was surprising that students were not aware of online auctions and e-payment and online 
banking facilities, especially in view of the fact that these are BIBM students who should be up to date with 
latest global business issues. 
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Table 2.  Average internet access 
 
No of times Frequency Percent 
More than 9 times a day 5 6.5 
5 to 8 times a day 8 10.4 
1 to 4 times a day 16 20.8 
A few times a week 41 53.2 
Once a week 7 9.1 




Average Internet Access  
Not many of the respondents were heavy users of the Internet with only 6.5% accessing more than 9 times a 
day. Most of the respondents were either medium or light users. Those respondents accessing the internet a few 
times a week represented 53.2% of the total (Please refer to Table 2). 
 
Location of Internet Access 
The most popular location for internet access of majority of the respondents was the campus labs with 89.6% 
indicating that they access the internet from there. This was followed by the library with 48.1% and Cyber Cafes 
(33%).  
 
Table 3: Location of Internet Access. 
 
Location Frequency Percent 
Campus Lab 69 89.6 
Library 37 48.1 
Cyber Café 33 42.9 
Other places 19 24.7 
Hostel Room 18 23.4 
 
Only 23.4 % indicated that they accessed the net from Hostel (or college) rooms. This is not surprising as only 
three hostels in UUM have telephone line fitted in the rooms, namely, Bukit Kachi, YAB and Bank Muamalat. 
Only students residing in the above mentioned hostels can utilize the lines for internet access. However, they 
had to pay for the telephone lines plus the internet service provider (ISP) charges, usually either Jaring or TM 
Net. It should be noted that UUM is one of the first universities in Malaysia to provide telephone lines in hostel 
rooms. However, it may take quite some time before students can have free internet access in their hostel rooms 
as is common in several western universities. A slightly higher number of respondents (24.7%) indicated that 
they accessed the internet from other places. These were from their own homes and the hostel computer labs. 
 
Evaluation of ICT Facilities Provided by UUM 
 
Usage of ICT Facilities 
Of all the ICT facilties provided by the University, the Library Electronic Resources were used by the largest 
number of the respondents (87%). Large number of respondents also used the UUM E-mail (with 74 % of 
respondents) followed by those who used the LearningCare XT system, representing 70.1% of the total. It is 
however interesting to note that 14.3% of respondents have never used the UUM Email system. As discussed 
earlier, they prefer to use other services. 19.5% of the respondents are also not aware about the LearningCare Xt 
system even though it has been implemented for quite some time. However, the ICT facility least used by the 
respondents is the UUM Wifi services which exist only at the Computer Centre premises with only 4% 









Never used Neutral/Not aware of existence Used 
UUM LearningCare system 8 (10.4) 15 (19.5) 54 (70.1) 
UUM Email 11(14.3) 9 (11.7) 57 (74.0) 
UUM Wifi Services 42 (56.0) 30 (40.0) 3 (4.0) 
UUM Library Electronic Resources 3 (3.9) 7 (9.1) 67 (87.0) 
  
It is sad to note that a large number of the students were not even aware of the existence of such services, 
indicating that this service is being under used despite the advantages. This is in contrast to other Public and 
Private Universities such as University of Malaya and Help Institute, Kuala Lumpur, which have successfully 
implemented Wifi services in their campuses.  
 
Satisfaction with the ICT Facilities 
With regards to the satisfaction with the various ICT facilities provided by the University, it is clear that the 
respondents level of satisfaction ranges from somewhat dissatisfied to somewhat satisfied with the facilities. 
They are the least satisfied with the speed of internet access in the campus. This was brought up repeatedly by a 
number of students during the discussions. They show higher levels of satisfaction with the UUM E-mail 
system.  
The near neutral opinion regarding the Wifi services is understandable considering that many of them were not 
even aware of the services. Regarding the library electronic resources, there is a low level of satisfaction with 
them (Please refer to Table 5). Most of them were satisfied to some extent with the LearningCare Learning 
Management System (LMS). 
 
Table 5: Satisfaction with the ICT facilities. 
 
ITEM Mean Std. Deviation 
Speed of internet in the campus 3.35 1.72 
UUM LearningCare System 4.68 1.43 
UUM E Mail 4.77 1.37 
UUM Wifi Services 3.92 1.00 
UUM Library Electronic Resources 4.62 1.62 
 
Some issues that were brought up by the student include the condition of UUM computer labs. One of the major 
complaints was that there was a large number of malfunctioning computers and most of the existing ones were 
slow machines running on outdated operating systems, namely Windows 98.  
 
CONCLUSION AND RECOMMENDIONS 
 
Though the sample size was quite small, this exploratory study has presented some interesting findings. It has 
revealed the internet usage patterns and has provided an evaluation of ICT facilities in UUM from the student’s 
perspective. It was found that researching for course projects was the most popular online activity followed by 
e-mailing. However, the issue of plagiarism needs to be clarified with the increasing accessibility of information 
over the Internet. The least popular activities were those related to E-commerce. The a lack of understanding 
regarding the main issues relating to online buying was an issue of concern, especially in view of the fact that 
the respondents are International Business Students who should be aware of the latest issues in business. 
 
It was found that Yahoo! mail was the most popular web based email service used by the respondents. This was 
followed by the UUM mail service. Many would prefer to have something permanent as compared to the 
university account, which would expire as soon as they graduate. Most of them were either medium or light 
users and the most popular location for internet access of majority of the respondents was the campus labs. Of 
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all the ICT facilties provided by the university, the library electronic resources were used by the largest number 
of the respondents, followed by UUM E-mail and the Learning Care system. An interesting finding was that a 
high number of students were not aware of the Learning Care system even though it has been implemented for 
quite some time. However, the ICT facility least used by the respondents is the UUM Wifi services which exist 
only at the Computer Centre premises. Many were also not aware that the service existed. 
 
Regarding the satisfaction with the various ICT facilities provided by the University, it is clear that the 
respondents level of satisfaction ranges from somewhat dissatisfied to somewhat satisfied with the facilities. 
They are the least satisfied with the speed of internet access in the campus. They show higher levels of 
satisfaction with the UUM E-mail system. Most of them were satisfied to some extent with the Learning Care 
Learning Management System (LMS). 
 
Any E-learning system will not succeed without taking into consideration all the stakeholders. As such it is very 
crucial for the E-universiti committee to look into the concerns and issues brought up by the students, their most 
important customers. The university authorities should upgrade the older computers and also take steps to look 
into improving the internet access speeds. They should also introduce more Wifi hotspots at various locations in 
the university including such as the University Mall, hostels and at specific locations in all faculties, besides 
highlighting the various advantages of Wifi. The present study focused on a small group of students in the 
BIBM program. Analysis of students from other faculties such as those from the Faculty of Information 
Technology may give different results. As such it is recommended that future studies should cover other 
faculties in the University. This would enable us to have a more accurate picture about the ICT facilities and E-
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